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The Department of Social Services suspended in-person visits to our field offices on 3-
16-20. This was done as a protective measure for customers and staff. Before this
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Benefits Center Average Wait Time (in minutes) -August 2018 - August 2020
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Client Information Line:
May 2020 - August 2020
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* Calls placed to
140,000 the Benefits
@ 120,000 Center across
S 100,000 all DSs
- programs
e 80,000 including
60,000 Medical, SNAP
40,000 (Food Stamps)
and Cash
20,000 assistance
0 May-20 Jun-20 Jul-20 Aug-20
m Total Calls to the IVR (24 hour period) 106,697 143,683 153,361 188,587
m Total Calls to the IVR (Business hours) 93,504 125,019 131,584 171,164
u Total Calls Resolved by the IVR 49,799 70,009 51,240 82,735
E Total Calls Transferred to the BC 44,027 55,080 66,345 88,519
= Total Calls Answered in the BC 40,510 48,682 55,327 56,998
" Calls Abandoned in BC Queue After Threshold 2,733 6,190 10,708 30,863
Interviews Conducted 12,499 13,758 17,914 22,745

Data as of August 31, 2020
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Benefits Center Calls Answered
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Number of Incoming and Abandoned Calls
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